
12/31-1/3 12/24-12/27 12/17-12/20 12/10-12/13 FYTD 2013

Workweek:

2,567 1,719 1,605 2,604 33,112

618 534 316 838 8,883

435 319 431 485 7,267

89 55 89 185 2,156

309 182 230 376 3,946

223 198 154 259 3,261

4,241 3,007 2,825 4,747 58,625

Weekend:

3 0 1 0 15

148 14 102 22 1,424

214 168 224 62 2,289

365 182 327 84 3,728

4,606 3,189 3,152 4,831 62,353

435 319 431 485 7,267

10% 11% 15% 10% 13%

8 7 10 9 9 

7 3 7 12 9

46% 68% 55% 47% 48%

4% 0% 7% 13% 11%

Provides Customers with 

convenient service options

287

236

Average Service Time (Minutes)(1) 9

4,090

0

287
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Percent Walk-in Customers to Total 

Customers

Customer Service MEASURE

Telephone Transactions

Drop Box Transactions

Total Workweek Transactions

IVR Transactions

2,138

779

515

135

1/7-1/10

Lock Box Transactions

Walk-in Transactions

Walk-in Transactions

Website Transactions

Average Wait Time (Minutes)

% Wait Time > or = 30 Minutes

515

13%

6

Provides Walk-in Customers with 

fast and accurate service delivery 

(2)

% Wait Time < or = 5 Minutes 60%

Telephone Transactions

IVR Transactions

Website Transactions

Grand Total

Total Weekend Transactions

62

349

4,439

5%
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1/7-1/10 12/31-1/3 12/24-12/27 12/17-12/20 12/10-12/13
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3 

7 

12 

9 
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7 

10 

9 

Average Transaction Time (Minutes) (1) 

Average Wait Time (Minutes) Average Service Time (Minutes)
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D 

Target = 10 Min 

52% 
61% 57% 57% 55% 

19% 

15% 18% 
11% 18% 

13% 
10% 11% 

15% 10% 

3% 2% 2% 3% 4% 

7% 7% 6% 8% 8% 
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% Total Transactions - Workweek 

% Drop Box Transactions

% IVR Transactions

% Telephone Transactions

% Walk-in Transactions

% Website Transactions

% Lock Box Transactions 18% 

59% 

92% 

69% 
74% 

82% 

41% 

8% 

31% 
26% 

0% 1% 0% 0% 0% 
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% Total Transactions - Weekend 

% Telephone
Transactions

% IVR Transactions

% Website Transactions

246 

146 

250 
315 

274 

1 

1 

1 

4 

4 

277 

273 

189 

197 281 
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Purpose For Visit 

Engineering

Quiet Room

Planning & Zoning

Licensing

Code

Utilities

All Others

Building

1
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96% 100% 100% 97% 97%

Note (1)

Note (2) Data as of:

Meets Walk-In Customer 

Expectations
Customer Satisfaction Rating (2) 96%

January 10, 2013

4:56:32 PM

Overall 0%

This metric calculated by the weighted average method based on survey responses. Will be replaced by actual averages upon implementation of 

queuing software.

New In-Lobby survey began in October 2011 for walk-in customers only

New Lobby Registration System implemented 04/09/12

96% 96% 
100% 100% 

97% 

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

1/7-1/10 12/31-1/3 12/24-12/27 12/17-12/20 12/10-12/13

Customer Satisfaction Rating  
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Target = 95% 
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MEASURE 12/31-1/3 12/24-12/27 12/17-12/20 12/10-12/13 FYTD 2013

Workweek:

Calls Handled 251 200 330 379 7,669

% Abandoned Calls 34% 30% 35% 21% 24%

145 141 152 162 210

Weekend:

Calls Handled 94 71 91 71 1036

% Abandoned Calls 38% 52% 34% 33% 24%

0 47 93 90 34

0

Average Call Duration (Seconds) 0

0%

Customer Service 1/7-1/10

403

33%

Average Call Duration (Seconds) 128Responds quickly and efficiently 

to Customer telephone calls and 

inquires

33% 34% 
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Average Call Duration (Seconds) 

Workweek Weekend

Target = 10% 

1/7-1/10 12/31-1/3 12/24-12/27 12/17-12/20 12/10-12/13

Calls Handled 403 251 200 330 379

Calls Answer 1343 649 655 1190 1229

IVR Calls 192 152 106 154 188

Voice Mail 327 355 148 211 201

Abandoned Calls 1108 718 484 1008 538

Total Workweek Calls 3373 2125 1593 2893 2535
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Chart Title Calls Volumes (Business Hours)  

% Abandoned Calls 

G 
O 
O 
D 

1/7-1/10 12/31-1/3 12/24-12/27 12/17-12/20 12/10-12/13

Calls Handled 0 94 71 91 71

Calls Answer 0 108 80 102 83

IVR Calls 4 22 12 15 23

Voice Mail 5 17 46 10 19

Abandoned Calls 0 150 225 111 95

Total Weekend Calls 9 391 434 329 291
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